Exhilnt A §

Ancegt dllypes of complaints, Bsues Bno Lomnts,
Handie all servics fype oompla nls,

hesclve compaints with Communication Assistants,
Faollow up with custorners if reguesied by the customers,

2 8 % ¢

if the complaint corcems & specific lechical issue. a trouble tickel is filed and the ticket number is
documented on the customer contact form. The tickel will be investgated and resolved by an on-
site fechveian.  The slate-assigned Helay Program Manager is responsible for tracking all
technical complaints and following-up with customers on resolutions.

it a mescellanecus complaint is filed with customer service, 8 copy is faxed to the appropriate Relay
Program Manager for resotution and follow-up with the customer. Hliinois customers also have the
option of calling Sprint's Z4-hour Customer Service department (1-800-676-3777), the Sprint Relay
Program Manager or the Hlinois Telecommunications Access Corporation (ITAC) to file complaints
of commendations.

linois Relay has adopted the informal FGC procedure of closing all complaints, complete with a
satistactory resolution, within 180 days of the date the complaint was filed. Hllinois Helay submits
all complaints from June 1-May 31 to the FCC by the annual July 15! deadline. To see copies of
the Complaint Log Summaries from 2008 through 2012, please refer to Appendix J.

C.7 Treatment of TRS Customer Info

{7} Treatment of TRS customer information. Beginning on July 21, 2000, all future contracts
between the TRS administrator and the TRS vendor shail provide for the transfer of TRS
customer profile daia from the outgoing TRS vendor to the incoming TRS vendor. Such data
must be disclosed in usable form at least 60 days prior to the provider's last day of service
provision. Such data may not be used for any purpose other than to connect the TRS user
with the called parties desired by that TRS user. Such information shali not be sold,
distributed, shared or reveaied in any other way by the reiay center or its employees, unless
compeiled to do so by lawful order.

llinols Relay, through Sprint's Customer Preference Dalabase, includes type of call, billing
information, speed dialing, slow typing. carrier of choice, emergency numbers, blocked outbound
numbers, language type (English, Spanish, ASL) and call notes in customiers’ profiles, At the end
of the ensuing contract(s} Sprint will fransfer all TRS database records to the next incoming relay
provider, at least 60 days prior to the last day of service, in a usable format.

Sprint does not use customer information for any purpose other than to connect the TRS user with
the called parties desired by that TRS user. Sprint will not sell, distribute, share or reveal in any
other way by the relay center or its employees, unless compelled to do 50 by lawful order.

§64.606 State Certification

3(b)(1} Requirements for state certification. After review of state documentiation, the
Commission shall certify, by letter, or order, the state program if the Commission
determines that the state certification documentation: (i) Establishes that the state program
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mgels of exceods ait vperaliongl, techrical, and functional minimum stendards contained in
§64.604; {ii} Establishes that the state program makes available adequate procedures and
remedies for enforcing the requirements of the state program, including that it makes
svailable to TRE users informational materials on state and Commission complaint
procedures sufficient for users to know the proper procedures for filing compiaints; and (iil}
Where a state program exceeds the mandatory minimum standards contained in §64.604,
the state establishes thal its program in no way conflicts with federal law.

Hinos Relay was approvad fur TRS Certification Renewal by the FCC in 2008. For a copy of this
letter, please see Appendix L,

§64.606(f) Notification of substantive change. (1) States must notify the Commission of
substantive changes in their TRS programs within 60 days of when they occur, and must
cerlify that the siate TRS program continues to meet federal minimum standards after
implementing the substantive change.

No substantive changes.
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TRS TRASN}NG SCHEDULE
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‘ Forms
Bus ding Tour, Lockers. Kaycafﬁ check, Login

) Numbers
‘frammg Goals and Exr;m;twmns

AWhaz is Rei&v’?

Jmfmuciwn of Traitiingy Workbooks
Ovémewabbrevaanem Dasciiptive
WOrdsiBackground Noiges: -,

TTY ~Voice] - dﬁr&tnﬂu&d,

evxew {TTY Voice)

TY- VOICE PRACTICE
 Phorie. ifmage/Rudensss
Eetachmant

b .af Sulture: -Ouiz about Deafness
~Review - Vanations
Sranding ’

hangmg CAs - \/deo and Cal Takecver Pmr:ess
| Directory Assistancs
’Spfmt Inlernationall 900 calls.
HCQ Noh Branded
RCO Branded
Mbice - HCO
HEO AJ?S\*@ng Machmefa
“Réview
a%raczioe Role Plays
Y ustomer Semce

Review
P(actice Role Etays V(iO
Final SO0 Sutveys! Observe
ASi_ Trans!at on
Customer Database {GDB) Featires
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— TRS }rRAs&s&;‘rs SCHEDULE

- Review

Varlahons
LSO Practice Role Plays
E Retum ASL Workbooks and Discussion
Adhereneal Trades/OT « DA Frasentation
Administer Test 45
- Final Review! Questions & Answers
DAY 16 Cistachment
CLife After T ra«uﬁg
Lomplets Typing Teels if necessary

Figure 1 - TRS CA Training Schedule

Topics Covered During Training
The following is a1 comprehensive list of all training topics covered by Sprint during initial training.

TRAINING TOPICS

Ortientation ‘Welcorie and Infroductions ' , o
’ Infroduction to Each Other Product msmbuﬁm
Sprint Nextel Corporation {or Vendar Gompany) The Sprint: Canmpus
Sprint ahead The Sprint Nextel Merger
Values Telecommunications Relay Service
Sprirt Nexts! Overview - What is'Refay?
Histary of Sprint Corporation Relay quat, Training, . | o
’ Founders Rely< Connect ta Your Future Video
Long Distance Observation Guidslines
Local Telecommurications ch @ Cal! Reachss Sprint Nextel Reiay
PCs
Connectingto | The Role of u Relay Agent Sprmt IP User Comects 6 Agent buf wants
Relay Connecling to Refay "~ Customer Service 1
741 Sprint IF Two Lide VCO
Dedicated Toll-Free Numbers FRSO- Federal Relay Service Online
Equipment FRSO-call processing
TTY FRSO Reporting
TTY Basics FRSO varidgtions
TTY Etiqustte Sphint IPFRSO international Calling
Closing a Conversation Sprint ISFRED Variations
Agent Responsibility Sprint IPIFRSD Fast Busy
Calf Sat Up Sprint PFRSO Two Line VCO
Call Closing Sprint IPFFRSO Conversation Lag Time
TTY to Voise Closing a Conversation Sprint IPFRSO Interrupts
Operator Role Closure Voige to AlM {AQL)
Qpsgrator Close Prolocol Guige: VM Greeting
Disallowed Calis Voice to AlM procedures
Glossary of Abbroviations and Terms Voice to AiM variafions.
TTY Practice Session Blocked screen niames - suspect
Auto-Corrected Abbreviations international locations.
Standard Abbrevistions Cellular and Wireless Phones
Typing Variations Video Relay Service
internet Characters Blackberry Devices and Pagers
Non-Baudot Supported Characters TTY Public Payphone
Verbatim - Style Sprint National Relay
Contraction 8pelling Sprint interpationat (S1)
Pungtuation Inbound ifternational calling
Agent‘Operator Role Sprint | ntemaaonat Variations
SKSK Non-Standard TTY-
Background Noises While TTY user is Typing Qutbound International calling
Typing Monetary Units Transfer Menu

Hinois TRS Certification Renewal October 2012 2



711

TTY Garlide Du'ng Typing

R o Gorreo! Typing Error

Other Commuirication Devices

Dota Transmicsion Spsnr

Turbo Code

Turbio Cnﬂe misrrupt

Entanced Turbo Diad Through - {(ETurbes

Digable Turbo Code Mode

ASCH - American Standard Code Information
interchange

ASCH Inderrupls

Sprint I - Internet Relay

Sptint IP call processing

Iniermet Relay vafiations

Sprint 1P RELAY: Interns? & iM acuess

‘GA is optional

Bprint IP Standard Service Explanation

Text Flow

Interruptions without gerbie

Conversationa! flow

ABL Emoticons ~ Smileys ~ Tax’ Message
Abbreviations

P Acronyms

Sprat P Variations

811 Emergercy Calis

Spanish and French Language Service

| Misdialed Relay Phrase

Reseller call processing

Exhibit B ii

CapTal

Relay to CapTel

CapTel to Relay

CapTel Transfers

Dedicated State CapTel Transfer
Alternats Langusges

SBpanish Language Customer Bervice
Relay Caller iD

True Caller 1D

Por Call 8lock

Per Line Block

Parmanent Call Blocking

Caller iD Blocking - True Caller iD ~ 887
Cannecting Variations

Digled 711 Instedd of 311

711 Spanish

Request for Relay Numbers

Cetlular/Wireless problern reaching 711

811/811 {LEC Service Access)

700

900 Numbers and Call Processing

Correctional Facility/Prison Calls

FAQGS on the Use of Relay through
Correclional Facilitios:

Correctional Facility Call Processing

intemational calling restrictions Relay Abuse
Borint P
Correctionat faciities/ Jails
info Digit list

Ovetview of System Overview Dial Wingdow

System and Login/ogout Scratch Pad

Equipment Agent Profile Transior Panel
The Mouse Headset Panel
Clicking the Mouse 8tatus Bar
Dragying/Cropping Recond Feature
Copy/Paste Function Keys
Drop Down Boxes Biock
Lists Cirl-Bwitch
Radio Bulton Bwitch
Seroll Bars The Keyboard,
Sliders Alpha Keys
Tables Fundtion Keys
Tables Calt Handfing Keys
Accessing a Program Numeri¢ Keys
Screen Displays Cursor Movemert Keys
Call Handling Screen ArrowKeys
Title Bar Backspace
Banner Error Gotrection Function
Conversation Area Singte Word Edit Funétien
Disconnect Message Siatus Word Substifution Feature
Coler Scheme Macrog Table,
Agent Text Transmission Function Keys
Cancel Key CHvFariction Keys
information Bar Glﬁssary of Telephony Terms.
Profile Baickground Noises
Help Vokce Toneleescﬁp”ﬁve Wbrds
Call Type Standard. Alsbreviations ’

Phone ima;;e

Professional Phone tmage

Voice Person Speaking in 3rd Person

llinois TRS Certification Renewal October 2012



{Tuneg of Yos)

How phine hnage 18 crooted
Provide warm and friendly gresting
Cnrveraaticnst Tone

Yaing Inflection

Audibility and brealr conirod

Pitch

Quiality

Operator Role

Relay Role

Relay Skils

Conversational Flow

Staying focused

Listening skills

Customer setvico skill

Coping skills

Phrases

Background Nolses

Voice Tones/Dascriptive Words
Transparency and Caller Control

STORICS

Exhibit B ii

Raging the Vbice Customer

Brief pacing phrases

Repeating information

Vaice Customer ¢oes not say "GA.

Handiing interruptions

Voice Toae

How Phone Imagé is Created

Frovide a Warm Gresting

Why Conversational Tone?

Transparency. Calier Conirof &
Confidentiality

Rudeness, Tvpes of

Craate an Exceptlonat Customer Experience

Greeting

Announce

Closing

Suggested Redirsct Phrases

VCO Service Explanation

TTY to Voice TTY to Voicg Introduction TTY {0 Voice Busy Signals
and Voice 10 Connecting to the outbound customer Regional 800
TTY Announcement Volce to TTY
Explanation of service Voice to TTY introduction
Deaf or hard of hearing Explanation Connecting to the outbound customer
international Announcement Vaice Gresting
' TTY to Voice Procedures Vice call progress
TTY {0 Voice Specific Person Request Announcement
Variatons Specific Person Reguest Volce o TTY ¢all (Hearing Person Answer)
TTY 1o Yoice Answered TTY Explaration of service
Voice Person Not Available Vaoice to TTY Procedures
TTY 10 TTY Call Release Voice to TTY Specific Person Request
TTY to Voice Ans, TTY {TTY fo TTY) Voice 1o TTY Answered Voice
TTY to TTY Specific Person Request Voice to TTY No Answer
TTY to Voice No Answer Vioice to TTY Busy Signal
Types of Busy Signals
Redialing
Branding Inbound Answer Type Branding Branding procedures
Database Branding
Recordings, introduction AN (Angwering Machire Reuieval)
Answering Recording Feature TTY-Voice Pager/Beepsr (known)
Machines. Information Line Recording (TTY/Vuice} TTY-Voice Pager/Beeper (unknown)
Pegers and Touch Tone Dialing Voice to TTY Pager
AMR Using Touch Tones (TTYiVoice) Voice to TTY Answering Machine:
Audio fext interaction Other Recording Variations
Variations for Recordings Voige Mail Systerh
Record Feature Tips Ptivacy Manager/Gall Intercept
TTY-Voice Recordings Autornatic Redial System Revordings
TTY-Voice Recording Information Switchboeards
TTY-Voice Answering Machine Redialing Voicemail thru Switéhboard
Varlatigns: Ans Mach/Recording/Pagers TTY-Voicé Asking for Specific Person
Voics Mail Retrieval Live person On Ang Mach Retfial .
VGO (Voice VCO Introduction RéversaTvio-LxﬁeVCO it
Carmy Over) VCO Anncuncement Reverse Two-Line VCO Procedure

VCO Variations

VCO Equipment VCO comes in Voice Line
Non-Branded VEO 2LVCO Conference Calls .
Branded VCO VGO Requests Relay to give Relay #
VGO No Answer VGO Privacy while leaving message
VCO Busy VCO Voice Mail Retrisval

VOO Privacy 2LVCO Vaice Mail Retrievat

Hlinois TRS Certification Renewal October 2012
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| VOO Answering Machine VCO Types and Voices .
Vaoice o VOO Answared TTY Inbound Customer Requests VCOMCO
Yoice o VIO Answersd VOO VGO Requests CA gives name in notes
Two-Line YOO 2LVvOU) inlre
3 Tl ine YOO L28VC0) Procedue
Biling } Infroduction Galling Card ~ TTY Qriginatad
i Local cah deseription Calling Card - Voice Originated
i Paid by inbound Over Sprint Notwerk Collect Calls
Tolt Free Calls Collect Call Infre
Calls that Cannot Be Processed TTY-Voics Gollect
g COC {Cartler of Choics) Specific Parson Requestad
Paid by Inbound Person-to-Parson Call
Paid by Inbound Alteraate Carrar of Chisice Person-to-Person Call Processing
Alternale Billing {Intro) ‘Collect Call ~ TTY-Voice
Billing Optidns Coliect Call — Voice/TTY
Collect Third Party Billing
FONCard (Sarint) Desoription Third Party Billing Infro
LEC valling card 3rd Party TTY-Voice Billing Vaice Numbar
Other long distance calling card 3rd Party TTY-Voite Bifling TTY Number
Paid by Inbound 3rd Party Voice-TTY Bifling TTY Numbar
Third Party immediate Credit
Carrier of Cholce inbound tells wrong #
Fra-paid calling cards Agent dials wrong #
Biling Procedures Matine
Caiting Cards Roaming Feature
Pald Bilfing with TOC (TTY-Vaise) Restricted Roaming
Paid Billing with COC (Voiee-TTY) Unrestrictod Roaming
TTYNoice Pre-Paid Calling Card/800 Card Billing Variations
Voics/ TTY Pro-Faid Calling Card/800 Gard
Voice-TTY Collest
Soecific Person Request
HCO (Hearing HCQO intro Voise-HCO Answerad
Carry Over) HCO Announcement Voice-HCO Answered TTY (1) (2)
HCO Service Explanation Voice-HCO recorded message answers
Speech Disabled “8° Two-Line HCO (2LHCO) Infro
Non-Branded MCO Two-Line HCO Procedure
Branded HCO Reverse Two-Line MCO
1 HCO with Privacy HCO Variations
HCO No Answer inbound requests VCOMCO
HCO Busy HCO User Requests 10 Speak
HCO-Voice Answering Machine ,
Customer Enhanced Customer Database Profile Customer Profile introduction
Database Household Profile Use/Edit/New/Delete Customer Profile
Edit Household Profile Vetify Custofmer Password for Agent
Navigeting Customer Database Verify Customer Password -~ CER Daly
Household Profile Panels Customer Prafile Panels
Notes Personal infd
Frequently Disled Numbers Notes
Personal infarmation Frequently Dialed #s
Preforences Prefarencés”
coC Emergenty #s
Restrictions Speech to Bpeech
Blocked 8T8 Messages
Emergency #s Database Profile Macros
Speach to Speech s .
£TS Messages : . L - .
Directory DA intro Cailf Procgssing - Calling from Internafional
Assistance Interstate Directory Assistance Number
Intrastate Direclory Assistance Sprint International Variations
Aytomated DA, Non-Standard TTY

Illinois TRS Certification Renewal October 2012




Exhibit B ii

te Given; Area Code Unknawn

DA Cltvd Sia Arawered Foreign Language
DA Variaons Transfer Menu
Spang International 800 # Call Processing
international Transfor Meru 211311/511 Requests
o Gall Procassing -« Caliing to Indemational Number
Devics 0 Device to Devics intro VEO to HCO and HCOQ 1o'VCO
Devics Catls Funttion Keys and Banner Mussages HGO 1o HCO
VGO TTY and TTY w0 VOO Device v Device Variations
VCO o VOO Alternate Call Type raaches recording
A T 0 HCO end HCO 10 TTY N i
Call Processing CA information Request for Length of Call
varagtions | Area Code Only In From Numbsy Request Long Distance Information
Conversational Flow T-V Call and V Requests Supervisor Call
Static or Poor Conngetion Backs for TT¥s
Profanity lowards Agent Muttiple Calls
Redialing Sensitive Topics
Yeoung Children Suicide
Inbound Dees Not Connent Ahuse
Inbound ASCH Hlegal Calls
Charges Refused 800 Number Answering Machines
Tone Judgments Hangs Up Before Message Left
Repeating information Do Not Type Recorded Messages
Rastricted Calls Answering Machine Full
Two calting from numbers Change Answering Machine Message
LEC Service Office VCO Raquests Leave Message 1st out dial
611/811 Leaving & Message V-TTY AnsV
Double Lelters Retrieving Messages from TTY V Ans Mach
Call Waiting Feature TTY Screener
Conference Catlg Redquest to Leave TTY Message on Ans
Party Line Calls Mach
Three-Way Calling Recordings
Hard of hearing Customer Ans TTY Line Regional 800
Spanish Calls to TX Sp Spesking Agenis TTY Requests "Dial That Number®
Request for Alternate Language Recording with Relay Option
Caller Types in Altemate Language Alfernate Call Recording Reaghed
Voice Customer Hangs Up During a Call English/Spanish
Variable Time Stamp Pound’
Customer Misdialed Phrase Touch Tane Phone
TYY Customer Hangs Up During a Call Advertisements
Non Standard TTY Capability Do Not Type Recordings
Refaying Internet Characters Get Live Person/Rep
TTY User Does Not Type GA Conversation Being Recorded
Dispatch Calls — Pizza, Taxi, Camy-uut Dial Number from Recorded Announcement
Customer Referral Guidslines vCO
V-T Calls answered by Fax Conference Calls
Customer Requests Leave Relay Number
Holding for inbound prior to out dial Voice Mall Retrieval
Request for Company Information VCO Types and Voices
Request for Information Prompting
Request for M or F Agent Datd Trapsmission Box
Request Specific Agent Prompting VCO on'Hold
Agent Knows Customer Reguests VCOMGO
Request for Rolay Number HCO
Customer Reqguests to Call Relay Service Requests VCO/HCO
Request for Calling From Nurmher Alternate Call Type Recording
Request Talephone Number Referral Bridge Left Open
Request for Date/Time
Customer Requests Agent to Modify Call

lllinois TRS Certification Renewal October 2012 . 6
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vCO

Erocodures Protocol and process flow VCO o VGO
TTYWeics andg VoloeTTY HCO
ASCH o VeO-TIYand TIY-v¢o ]
Customer Funclivns Procedures
Service Language Services
Qsh Opgrator Services for the Deaf (OSD Funclions OSD o TRE
» o TRS 10 OSD i
Transparency Non-Emergency Calls Network Fatiure
Emergency Tenter Evacuation
Emargency Call | Emergency Calls Intro TTY-Emergency TTY Call Release
Procedures Emergency Senvices internet-Emergerny
FOC Requiruments internat {IP) Emergincy
Emergency Call Proceasing Instani Messenger {IM) Emergancy
Emergency Repoding Emeryency-Call Processing Varations
TTY-Emergency Emergenty Form
Voice-Emargency .
Federal Relay | FRSntro FRE Confidentality Policy
Sarvice FRS Announcement FRS Customer information Requests
FRS Service Explanation FRS Customaer Contacts
FRS Relay Procedures 1 FRS Reporting
e Federal Relay Sarvice call types
518 (Speech- | Speech To Speech Tralning Outine Ways to Reduce/Streamiine Notes
to-8peech) ST8 Introduction and History Standard Abbreviations (STS)
§TS Description ST8-Veice
Disabilities Voice-5T8
Characteristics of 878 users S5TS VCO-Voice
Steragtypes Voice to $TS VOO (TTY answer 1)
Clarifying Phrases Maice {0 578 YOO (VCO ahswer)
Phrases fo Avoid STSVCO -2 Lme vCO
$T8 Phong image TTY-8TS
8T8 Agent Taols 8T8ITY
Consistency Non-branded HCO o 8T8
Patience STSHCO
Ask Yas or No Questions §T8 Hold Message
No Personal Conversation 8T8 Call Takeover
Phirases You Can Use Confidéntiality and Transparency
Bpeech (0 Speech Alphabet Personial Conversations requests
Transparency/Call Control/Confidentiality Speech to Spesch Variations
Healthy Heailthy Detachment Intro Perception
Detachment Objectives Ways fo Reduce Stress
Survival Skills Hosplality
Relay Traps Phrases
Healtty Relay | A healthy approach toward Relay Setting up Workstation
y Infroduction GUAM - Get Up and Move
Objectives Ergonamic Relief
Ergonomics Slowing the Customer Down
Sustching Exsrcises Cverdithe
Agent Reinforcemont Refaxaion
Ergonomic Review
Adult Leamer Understanding the Needs of the Adult Leamer Modeﬁng
The Leaming Continuum Checkinig For Understandmg
Use of Different Modalities ‘Giided Practice
Adult Learning - Edgar Dale’s Cone of Experienca | Independent Practice
Elements of Lesson Design Summary
Focus Evaluation
The Adult Learner How to Give Effactive Instruction
Objective and Purpose Questioning Guidelines
input Feedback - Training and Coaching
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echnique
Trust in Management

Assassing
Parformence

The Assessment Frocess In Training
Assassimen! Time - VWhat is involved?
Practica Time

Bpelling Taet

Weitten tesls

Bide by side svaluations

Acceptable Time Frame
Acceplable is Relative

Ways to “Coach’”

Feedback

Maintain. Self-esteern and Motivale
Pass/F dil Cuidefines

Typing Introduce Assesstient Form
Form 8at-Up- .
infroduction fo | Introduction te Diversified Cuiture Why is thefe Deaf Culture?
Diversified Objectives Attachments: ) ]
Culture Who Uses Ralay What Do You Know About Deafness (Q)
Understanding Our Cuslomer What Do You Know Apout Deafness (A)
Special Communication Nesds Myths About Deafness
Pathological vs, Cultural View of Deafness Two Views of Deafness
Characteristics of Deafness Loudngss Levsls
The Deal Community ..
History in Europe Edward Miner Gallaudet
Deaf Heritage Higtory in North America Oral/ Combinéd Debate
Alexander Graham Bell ’ -
introduction to the Deaf Community Ametican Athletic Assi. of Deaf
The Deaf National Association of the Deaf National Theatre of the Deaf
Community Contributions to Society Agsistive Devices
Mainstreamed Schopls Gaining Aegceptante in the Deafl Commurity
Sign Language nerpreters Changes inthe Desf Community
Different Commurnicaton Systems Rules fof Using a Sign Language Interprater
The Deaf Exposure to Erglish Interpreting Standards
Community DEAF President Now

Atfitude Changes toward the Deaf Community

American Sign | Whatis ABL? Ruies of ASL
Language Part | History of ASL Five Pararmsters of ASL
1 ASL Rocognized as Language English vs. ASL Idioms
American Sign | Evolution of ASL Translate ASL to English and Vice Versa
Language Part | ASL Syntax '
2
First Telatypewriter TTY Caurtesy
TTYPhony and | Eyolytion of the TTY Development of Relay Service Market
TTY Courtesy Telecommunications Laws of Accessibllity .

. . Hard of hearing and Late Dezfened Customers Establishment of Spif Help for Hard-of
Hard of hearing | characteristics of Deaf Custorers Hearing People (SHHH)}Nowthe
?}22 f‘g;‘: § Assistive Devices for Deaf Customers ‘Hearing Less Association of Amefica’

(HLAA)
Customers Retaying for Desf Custorigrs. .
Characienistics | Establishment of Association of lale-Deafened Deat-Blind, Speech-Challenged, Spanish
of late- Aduits (ALDA) Speaking and Hearing Customers
deatened Relaying for late-deafensd Gustomers : :
Customers . ) "
Characteristics | Assistive Devices for Deaf-Blind Customers DeatBlind Pacing - allpwa the CA 0 siow
of Deat-Blind Refaying for Deaf-Biind Cusfomers down thetransmission to the Braille
Customers machine.
Charscteristics | Speech-Chailenged Customers Hearing customers
of Relaying for | Spanish-Speaking Customers
other users
Ethics and Interpreting Standards TR$ Rules — Operator Standards
Confidentiaity | 1he ADA and FCC regulations for the Provision of | Relay Center Agreement Regarding
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RAINING TOPICS

Confidentiat Customer
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Exhibit C iii

Agreement Aagarding Confidential Information
SERINT TRS RELAY CENTERS AGREEMEINT REGARDING CONFIDENTIAL CUSTOMER INFORMATION

W CONSIDERATION of: 1) my employment witk Sprint/United Management Company or any subsidiary,
affiliate, or successor-in-imterest of Sprint Carpotation [“Sprint”}, {2) my continued employment as long
as mutually agreeabls, and [3) the opporfunity to recelve Sprint confidentis! customer information or
other geod and valuable consideration:

AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, | UNDERSTAND THAT | AM BOUND BY ALL
SPRINT POLICIES AND SPECIFICALLY, | AGREE AS FOLLOWS:

i. ALL TELECOMMUNICATIONS RELAY SERVICE CALL RELATED INFORMATION SHALL BE KEPT
STRICTLY CONFIDENTIAL. | will not reveal any information acquired during or observing a relay call. |
witl only discuss call-relared questions or problems with management or Human Resources. | agree 10
keep confidential all information { learn in my position for the duration of and after my employment
with Sprint ends.

. NG RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY TELECOMMUNICATIONS
RELAY SERVICE CALL SHALL BE KEPT BEYOND THE DURATION OF THE CALL, WITH LIMITED EXCEPTIONS
FOR AUTHORIZED COMPANY PROCEDURES. | will not keep a record of any customer information or
conversation content beyond the duration of the call except in accordance with company procedures for
relaying Speech to Speach calls or for billing and customer profile purposes. | witl destroy all such
records in my possession immediately upon completion of their authorized use.

3, NOTHING MAY BE EDITED OR GMITTED FROM THE CONTENT OF THE CONVERSATION OR THE
SPIRIT OF THE SPEAKER. 1 will transmit exactly what is said in the way that it is intended in the language
of the customer's choice.

4. NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE CONVERSATION OK THE
SPIRIT OF THE SPEAKER. 1 will nat advise, counsel, or interject personal opinions, even when asked to do
50 by the customer.

5. TO ASSURE MAXIMUM CUSTOMER CONTROL, | WILL BE FLEXIBLE (N ADAPTING TO THE
CUSTOMER'S NEEDS.
6. T WL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING,

WORKSHOPS, AND READING OF CURRENT LITERATURE 1N THE FIELD.

7. ALL SPRINT MATERIALS IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WILL BE
DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT.

i have read and understand the Sprint Relay center Agreement Regarding Confidential Customer
information. |agree to comply and understand that failure to do so will jead to company disciplinary
action that may result in my termination and/or criminal prosecution. 1 also understand that

Ilinois TRS Certification Renewal October 2012 1
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B3CeTLahing Gaines s ouultng oo g breoch of this agresivent would be difficule. 1 agree that Sprint
chalf have the nght 1o ar injunchiea against me, enjoiaing any such breach without any obligation to
post bond, ! agree that this will be In addition 1o and without limiting any othar remedies or rights

Sppeind msy pove aggimdine,

EMPLOYET BIGNATURD OATE

MANAGER/SUPERVISOR SIGNATURE  DATE

{APTEL CONFIDENTIALITY

Information obtained during a CapTel call should not be shared with any person except a member of the
CapTel management staff who has asked for specific information. This information may be needed to
clarify technicsl, policy, emergency, venting, consumer or customer service issues. General call
information will nat be shared unless it is used to clarify, vent, or teach. information about call content
‘should be discussed in a private area only.

Only mformation critica: to resolving the situation will be disclosed. This may include consumer name,
narme of business/agency, gender of caller, type of cafl {voice in, CapTel in}, day of week, time of day,
city, state, or any other details that could in some way identify a consumer,

A Captionist may feel the need to “vent” about a call due to problems, complaints or stress from
handling the call. The Captionist may ask to speak to a Supervisor or other member of management (as
long as it wasn't their call] in a private area. Clarify before the conversation you wish to “vent” about a
call,

The success of CapTel depends on quality and complete confidentiality. Consumers will be less likely 1o
use the service if they feel their personal and professional calls are not kept in the strictest confidence. it
is very important all Captionists understand and abide by the confidentiality policy. Any Captionist who
breaks this policy will be disciplined, up to and including termination.

Confidentiality Policy

. I will not disclose to any individeal {outside of a member of the CapTel management staff) the
identity of any caller or information | may learn about a caller (including names, phone numbers,
locations, etc.) on any CapTel call,

» { will not act upon any information received while processing a CapTel call.

» 1 will not disclose to anyone the names, schedules, or personal information of any fellow worker
at CapTel Inc.
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o Pwis not shate any information about Zagief cally with anyune except a memher of the ZapTel
inc, rranagemant staff in order 1o investigate complains, technical issues, etg,

® Pl eantinue o hold i confidence ali information related 1o the work and calls Fhave
performed while at Cap¥a!l inc. after my employment ends,

« P will never revesl my Captionist 1D pumber in conjunclion with my aame unless asked by a
member of the CapTel Ing. managemeni eaff

* 1 will not share with anyone any technical aspect of my position at CapTel Inc. unless asked by a
member of the CapTel Inc. management staff.

] Fwill not talk about consumers or call content with any fellow Captionists.
. Pwill not fisten to or get invoived in calls taken by fellow Captionists.

P have read the above Confidentiality Policy and understand a breach of confidentiality will result in
disciplinary action up to and including termination of employment at CapTel Inc. | recognize the serious
and confidential nature of my position and therefore promise to abide by these guidelines.

Employee Name

Date
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Sprint
Relay

<inser: date>

<insert carrigr name>

<insert contact names

<insert tel nbr or fax nbr>

<insert email addrass>

Re: <insert cusiomer {end user name)>, <insert telephone number:>

Thank you for your interest 10 complete <insert carrier name> Toll calls with Sprint Telecommunications

Relay Service {TRS). As the default Toll carrier for processing relay calls in more than thirty-two states
32}, Sprint currently transports the traffic of customers who have selected you as their Toll carrier,
mowever, many of your customers would pefer (o use <insert carrier name» LD Tor their toll calis. At
prasent, Sprint TRS is unable 1o send the toll calls from the regional centers or state access tandem to
your network. Hence, this letter is peing written 1o make you aware of a potential service-impacting
issue regarding TRS calls and measures your company can take to ensure your customers’ toll calls are
completed through TRS.

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established and are
monitored by the Federal Communications Commission (FCC). TRS is a sarvice that links telephone
conversations between standard {voice) telephone users and people who are deaf, hard of hearing,
deaf-blind, or speech disabled using Text Telephone {TTY) equipment. The State Public Utilities
Commission manages the day-to-day operations of TRS and has contracted with Sprint Corporation to
provide relay service in their states.

Both, the Americans with Disabilities Act of 1980 and FCC's Order 00-56 on TRS mandate that all states
provide TRS and that TRS users shall have egual access to their chosen interexchange carrier and to all
other aperator services, to the same extent that such access is provided to voice users. Inorder to
provide this access 1o vour customers, your company is encouraged to submit a letter of authorization
to accept TRS calls from Sprint.

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of Choice
program. I your company {or your facility based provider) is not currently listed, please review the
following and determine the approprigte follow-up action needed to be taken:
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Favilizgamsed pravder
1. ¥ you are a participatios member at Sprint Carrier of Choice program, please disregard.

2. i you are not a participating member gt Sprint Carrier of Choice program, you need to establish
2 network presence at the regional conters or state access tandem and accept calls from Sprint through
the industiry method of $57 Yrunking and TRS billing codes of Info Digit Pair 60, 66, and 67 {see below).
You will naed ro grovide Sprind with your toll carner's §87 Network Transit Selector information.

Non-facility based provider

1 if vour underlying toll carrier is a participating member at Sprint Carrier of Choice program,
Sprint can implement the IXC brand name and pass the toll call information to the underlying carrier’s
CIC code and 857 Transit Network Selector information. Please submit a letter of authorization that
would advise Sprint to implement the carrier brand name and to send the toll call information to its
underlying toll carrier.

Z. ¥ your underlying toll carrieris not g participating member at Sprint Carrier of Choice program,
vou will need to work with your underlying toll carrier to establish a network presence at the regional
centers or state access tandem and accept calls from Sprint through the industry method of 8§57 trunking
and TRS billing codes of info Digit Bair 60, 66, and &7 (se¢ below). You will need 10 provide Sprint with
your toll carrier’s 857 Network Transit Selector information.

Before you submita letter of authorization to Sprint TRS, please consider the following four factors:

1. Your {or your underlying tolf carrier) CIC codes and 557 Transit Network Setector information
associated with 1+, 0+, and G- and International disling must be loaded into the regional {and/or state)
access tandems,

7. You (or your underlying toll carrier) will need o support 587 tandem interconnection.

3. You {or your underlying toll carrier) will need to ensure that your translation tables are updated
in order to appropriately receive, rate, and bill Sprint calis per Bellcore industry standards. Sprint calls
are designated as AN H Digit Pair 60, 66, and 67.

4, If you utilize more than one underlying toll carrier to carry the toll traffic, select a single toli
carrier that will accept Sprint traffic.

Note: For detailed information regarding access tandem interconnection and carrier of choice
provisioning through Sprint, please refer to ATIS/NIF-008, the “Telecommunications Relay service ~
Technical Needs” document.

Attachment B lists Sprint TRS Access Tandem Interconnection locations. The best way to provide access
to your Toll network through relay service for your customers is to designate the 8 Sprint Regional TRS
center/Access Tandem combinations as the points at which Sprint will hand off Toll relay service traffic
to you. In this manner, any relay caller that wishes to use your services may be efficiently, and with
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ol

i el me delay, rouied Lo your nebwork . Shouid vou not have & prasence at one of more of the
Spont reglonal conteracreds Tandan otubinations, the teatfic may be handed off at one of the regional
certer's goress tandem,

Attachment Cls » sample letter of authorization. Once Snrint receives your written request 1o
participate in the Sprint TRS Carrier of Cholce program, Sprint will schedule translation updates in the
asxt availabie release {usually 30 1o 90 daysh. information obtained from the carriers will be used solely
for the purpoee of providing enual access for <insert carrier name> LD customers and shall be heid
proprietary.

Sprint welcomes your company's participation in our TRS Carrier of Cholee program at no costto you if
your cormpany has network presence ar any of our listed regional center/state access tandem jocations.
Your participation at the Sprint Carrier of Choice program will create a win-win situation for our
customers. Through Sprint, as the relay provider, customers will be able to enjoy uninterrupted service
and your company will be able 1o generate additional revenue.

Thank you for vour prompt atteation 1o this matter. if vou have any questions concerning with the
letter, please do not hesitate to call me at <ouex-x000c or email at <insert email address>

Sincerely Yours,

<inser nameas

Program Manager, <insert siate{s)>
Sprint Relay
cC Michae! Fingerhut, Federal Regulatory, Sprint

<insert name>, Program Manager, Sprint
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Appandix B Disaster Recovery Plan and Natwork Support Plan

Sprint’s comprehensive Disaster Recovery Plan details the methods Sprint will utdize to cope
with specific disasters, The plan includes quick and reliable switching of calls. Sprint's TRS
network dizgramy identifving where tmffic will be rerowled if vulnerable circuits become
inoperable, and problem reporting with escalation peotocol. Besides service outages, the
Disaster Reesvery Plan applies o spoctfie disasters that affect any techaical area of Sprint's
Relay network.

The first line of defense against degradarion is the Sprint’s Relay dynamic call routing that Sprint
employs, During a major or minor service disruption, the Sprint’s Relay dynamic call routing
neiwork feature bypasses the failed or degraded facility and immediately directs calls to the first
available Relay Operator tn any of Sprint’s fully inter-linked TRS Call Centers. ROs are trained

m advance to provide service to other States; the transfer of calls between Centers is transparent
0 users.

Beyond the Sprint’s Relay dynamic call routing network, Sprint’s TRS Disaster Recovery Plan
details the steps that will be taken 1o deal with any Relay problem, and restore
Telecommunications Relay service to its full operating level in the shortest possible time.

STATE NOTIFICATION PROCEDURE

To provide the State with the most complete and timely information on problems alfecting Relay
serviee, the trouble reporting procedure will include three levels of response:

> An immediate report (as defined in the contract)

> A 24-hour status report

> A comprehensive final report within 5 business days
4

Sprint will notify the designated representative of the State within fifteen minutes it a Relay
service disruption of 30 niinutes or longer occurs. The report will explain how the problem will
be corrected and an approximate time when full service will be restored. Within 24 hours of the
Relay service disruption, an intermediate report provides problem status and more detail of what
action is necessary. In most cases, the 24-hour report reveals that the problem has been corrected
and that full Relay service has been restored. The final comprehensive written report, explaining
how and when the problem occurred, corrective action taken, and time and date when full
operation resumed will be provided to the Contract Administrator within five business days of
return to normal operation. Examples of Relay service disruption include:

» TRS Switching System {ailure or maltunction

»  Major transmission facility blockage of the last-leg circuits to the Relay Call Centers
> Threat to RO safety or other RO work stoppage

»  Loss of RO position capabilities
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Perforvuiue at 2ach Speint Relay Conter is mondored contipuusly 24-hours-a-day. seven-dayvs-
a~woek from Sprint’s Service Assurance Monttoring Center (SAMC) in Overland Park, K8,

DISASTIR RECOVERY PROCEDURES

If the problem is wiilin a relay center, maintenance can usually be performed by the ou-site
technician, with assistance from Sprint’s SAMC. 1f the problem occurs during non-business
hours and requires on~site assistance, the SAMC will page the technician fo provide service
rerpedies. Sprint retaings hardwure spares at cach center to allow for any type of repair required
without ordering additional equipment (except for complete loss of a center),

TIME FRAMES FOR SFRVICE RESTORATION

1 s <ovie o w140 e e s e ee MO\ ebanswrn AN Sy W 000 N L s ot Aot e ot 00 1 00

Complete or Partial Loss of Service Due to Sprint Relay Equipment or Facilities
B Sprint Relay Call Center Equipment

A technician is on-site during the norreal business day. The technician provides parts and / or
resourecs necessary Lo expedite repair within two hours. Outside of the normal business day,
a technician will be on-site within four hours, The technician then provides parts and /or
IesOUrces necessary to expedite repair within two hours.

B Sprint o Telco Network

Facilities or an owmage of facilities dircctly serving incoming TRS Relay calls will
immediately be routed to one of the other Centers throughout the US. No inbound calls will
be lost. Repair of Interexchange and Local Exchange {iber or network facilities typically
requires less than eight hours.

B  Due to Utilities or Disaster at the Center
Imunediate rerouting of traffic occurs with any large-scale Relay Center disaster or utility
failure. Service is restored as soon as the utilily is restored, provided the Sprint Relay

equipment has not been damaged. 1f the equipment has been damaged the service restoration
for Sprint equipment {above) applics.

B Due to Telco Facilities Equipment
A Teleo equipment failure will not normally have a large effect on TRS traffic within the

state unless it ocews on Teleo facilities directly connected 1o the relay call center, In this
case, normal Sprint Relay traffic rerouting will apply.
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“L"l'ii ¥, f§~ RN DI } e PROCEDURD .
The foilowing tnformation 18 reguired whes a user 15 reporting trouble:
Service Desorirvion
= Callers MName
Contact Number
Calling to/Callimg from. if appiivable
- Description of the frouble

Service disruptions or anomalies that are identified by users may be reported to the Sprint Relay
Customer Service toil-free number at any time day or night, seven days a week. The Customer
Service operator creates 4 trouble ticket and passes the information on to the appropriate member
of Sprint’s Maintenance Team for action. Outside the normal business day, the SAMC will
handle calls from the Customer Service RO 24 hours a day, 7 days a week, The Maintenance
Team recognizes most disruptions in service prior to customers being aware of any problem. Site
technicians are on call at each of Sprint’s twelve sites across the United States TRS call centers
to respond quickiy to any event, including natural disasters,

MFEAN TIME TO REPAIR (MTTR}

MTTR is defined and detailed in Tables 1 and 2:

Frow the vme repair is mmplewi to thie time the custeoers rotified of repair conyledon.

Table I Time to Investigate + Time to Repair + Time to Notify

Table 2 - Current MUTR Objectives

Sprint’s Mean Time to Repair is viewed {rom the cusiomer’s perspective. A critical element in
the equation is the Time to Notify, because Sprint does not consider a repair complete until the
customer accepts the circuit back as satisfactory.

ESCALATION PROCEDURES

If adequate results have not been achieved within two hours, the Contract Administrator or a user
may escalale the report to the next level. The table below details the escalation levels.
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